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The purpose of this thesis was to research and create a general work description for 
an import freight forwarder in company X. Description can be converted generally to 
any freight forwarding company, excluding functions that are characteristic to com-
pany X’s role also as a port operator. 
 
Thesis emphasizes a viewpoint of an import freight forwarder in international sea 
logistics since company X is a port operator and has business in stevedoring, freight 
forwarding, warehousing and ship agency. Due to this, the amount of internal stake-
holders is probably higher compared to a freight forwarder working solely in a com-
pany providing only freight forwarding services. 
 
Theory part consists of determining freight forwarding concept in general, applicable 
globally. Focusing on a description what freight forwarding is and role of it in the 
logistics chain. Theory part covers also most general documents used in international 
sea logistics. There will be included legal aspects and responsibilities of a freight 
forwarder and introduction to Incoterms, charter parties and AREX. 
 
Empirical part consists of describing functions included in forwarder’s work in gen-
eral level and situations forwarder encounters with different type of customers and 
stakeholders, giving a practical insight to forwarder’s work. Empirical part contains 
also one example case of arranging a delivery. 
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APPENDICES 
 
 
 TERMINOLOGY 
 
Cassette Equipment used in RO-RO operations. Does not have 
wheels. A rolltrailer can be driven underneath cassette 
and lifted in order to transfer the cassette. 
 
Container vessel A vessel designed to specifically transport only contain-
ers. Container vessels are practically always LO-LO. 
 
ETA  Estimated time of arrival. 
 
ETD Estimated time of departure. 
 
LO-LO A vessel type with “load-on, load-off” stevedoring meth-
od. A shore crane is used in operating the vessel. Often a 
general cargo dry bulk vessel with hatch covers to protect 
the cargo hold. 
 
Proforma invoice Preliminary, not final commercial invoice. 
 
Reefer  Container with ability to transfer thermo-goods. Can be 
cooled down or warmed and needs to be connected to 
electricity. 
 
Rolltrailer/mafi A platform on wheels, used in stevedoring. Cargo is 
stored on the rolltrailer and then transferred in port area or 
loaded in or out of the vessel. 
 
RO-RO A vessel type with “roll-on, roll-off” stevedoring method. 
 Vessel is mainly operated by pulling trailers, rolltrailers, 
mafis and cassettes in an out of the ship. 
 
 
 
 Stevedoring  Vessel discharging and loading. 
 
Tank container A container that can be handled as a regular container but 
is used to transport liquids. Some tank containers have in-
built heating system (needs to be plugged into electricity) 
to keep the cargo warm. 
 
TARIC/commodity code  Code used in identifying and classification of goods for 
Customs declaration. 
 
TEU  “twenty-foot equivalent unit” 
For example, one 20’ container is one TEU and one 40’ 
container is two TEU. 
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1 INTRODUCTION 
This thesis focuses on the role of a forwarding agent in the logistics chain. With a 
five-year experience as a freight forwarder, the writer has noticed that usually people 
do not know what freight forwarding is or what a freight forwarder does. To some 
extent this ignorance also includes people working in logistics related professions. 
 
Companies do focus on the core business and often outsource logistics, which is not 
their core business. Moving of goods includes big amount of paperwork, arranging, 
special knowledge and a network of subcontractors and other contacts to succeed. 
Freight forwarder might be the only visible contact to sender or receiver of the goods 
while underneath the forwarder arranges the transport with numerous other parties. 
 
Aim is to research and document in general what is included in the work of a freight 
forwarder working in a port operator company. Of course this is always case depend-
ent but a freight forwarder tasks include creating documents needed for transports, 
customs clearances, arranging and timing deliveries or pick-ups, warehouse 
bookkeeping, claims handling and price quotations. 
 
The nature of this thesis is highly sea transport oriented due to the fact that writer has 
been working as a forwarder in port operator company and research is done with 
qualitative method perceived from writer’s own experiences. 
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2 PURPOSE AND CONCEPTUAL FRAMEWORK 
2.1 Purpose and objectives 
The idea of this work generated from my personal experiences. I have a five-year 
history working as a freight forwarder. Almost every time, when asked what I do for 
living, the next question was “what is a forwarder?” Usually people did link it to lo-
gistics at least somehow but not much more. 
 
The purpose of this thesis is to research work of a freight forwarder and create a gen-
eral work description but not go too deep into singular work phases. It should famil-
iarize reader to understand the nature of the work and give insight what kind of tasks 
a freight forwarder has. To narrow down the thesis, it was decided to keep focus on a 
person working in freight forwarding rather than taking on a perspective of a freight 
forwarding company. It is also limited to cover only import forwarding and vessel 
discharging functions. Export forwarding and vessel loading functions are left out. 
This thesis describes only my own work in company X. In the company, there are 
many other forwarders with different work descriptions and the variation between 
work descriptions can be big, so this thesis does not apply to all forwarders in com-
pany X. 
 
Thesis is to survey freight forwarder’s obligations to inside and outside customers 
and evaluate general practices in the field. Since the thesis viewpoint is based on a 
freight forwarder working for a port operator whose business include stevedoring, 
freight forwarding, warehousing and ship agency, the number of internal stakehold-
ers (other departments in-house) will probably be higher than for a company doing 
only forwarding business. On the contrary, other freight forwarding companies may 
have functions that do not exist in the case company. 
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2.2 Conceptual framework 
Figure 1. Conceptual framework 
 
 
Above figure shows the process to get goods from seller to buyer as well as functions 
and stakeholders a forwarder has to take into consideration in his/her work. Both of 
these are used as a guideline in both, theory and empirical part of the thesis when try-
ing to create a work description to import freight forwarder. 
3 GENERAL DEFINITION OF FREIGHT FORWARDING 
3.1 Freight forwarding 
Since raw materials sources, manufacturing sites, and final selling points are usually 
not located at the same place, logistics is needed. Logistics supply chain is created by 
collection of different functional activities. (Ballou 1999, 6) 
 
Global trade is based on forwarding and logistics services. Forwarding agent is re-
sponsible for arranging sent goods to reach the receiver timely, fulfilling all national 
and international regulations and agreements with cost effective way. Functions in-
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cluded in freight forwarding are customs declarations, arrangements of international 
transports, forwarding and associated pick-up and delivery services. 
 (Website of Finnish Freight Forwarding and Logistics Association 2016) 
 
In most countries freight forwarding concept is not determined by law. Therefore, to 
create general rules for the field of business, the Nordic Association of Freight For-
warders has created general conditions applying to members of mentioned associa-
tion. These conditions determine contracts, services, customer’s liabilities, claims 
and disputes and cost compensation. (Melin 2011, 232) General Conditions of the 
Nordic Association of Freight Forwarders in Appendices 1-4. 
 
In international transports a forwarder must often rely on the help of a foreign for-
warder to make necessary arrangements, customs clearances, deliveries at the desti-
nation country. (Jones 2008, 102) 
3.2 Forwarding contracts 
The activities between the forwarder and customer is governed by the type of con-
tract between the participants. In the contract is agreed what services are provided 
and prices among with the length of the contract. (Melin 2011, 234) 
 
These contracts can also be annual, meaning that customer will have continuous 
shipment arriving or to be delivered. In general, the annual contract is the most used 
type of contract in forwarding business. Normally the annual contracts agree upon 
price of service(s) and the annual estimated amount of transported goods. The cus-
tomer gains benefits with annual contracts because the parties get to know each oth-
er’s way of working and be familiar with the everyday routines. (Koskinen & 
Laitinen 2010, 30) 
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Regarding juridical aspects, in the contract: 
The forwarder commits to 
 
 perform the given assignments 
 make all necessary contracts with third parties in account of the client 
 follow general conditions of the Nordic Association of Freight Forwarders 
 pay generated costs, to be invoiced (later) from the client as per agreement 
 
The client commits to 
 
 pay the forwarder as per agreed in contract 
 follow customer’s liability determined in general conditions of the Nordic 
Association of Freight Forwarders 
(Koskinen & Werdermann 2010, 30) 
3.3 Responsibilities of the freight forwarder 
Forwarding agent is to fulfill tasks agreed with the client and act in favor of the cli-
ent. This includes choosing of representatives, freight carriers and providing them 
with instructions. Forwarder is obligated to plan the deliveries, choose collaborative 
partners and make needed subcontracts. Inspecting the cargo and related documents 
are also duties of the forwarder. (Melin 2011, 235) 
 
When forwarder makes the contract as a carrier, the forwarder is responsible for the 
subcontractors used. Responsibility includes also lost or damaged goods during the 
time between when goods are received for delivery and delivered to consignee as 
well as delayed or late delivery. (Website of SKAL 2016) 
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3.4 Incoterms 
Incoterms have important role for a freight forwarder. Incoterms determine how the 
obligations split between seller and buyer. They include delivery, receiving the de-
livery, transport agreement, dividing of costs, dividing of risk, export and import 
clearance. (Website of Logistiikan Maailma 2016) 
 
 EXW (ex-works) 
Seller places goods at buyer’s disposal at seller’s premises, seller does not 
need to load the goods on collecting vehicle and seller does not make customs 
clearance for export. (Website of International Chamber of Commerce 2016) 
 
 FCA (free carrier) 
Seller delivers, usually at the premises of seller, the goods to the carrier nom-
inated by buyer. Practically this means that seller loads the goods onto truck 
making the pick-up. It is on buyer’s responsibility to arrange the pick-up and 
logistics after that. (Website of Incotermsexplained.com) 
 
 CPT (carriage paid to) 
Seller and buyers agree a place where seller delivers the goods on seller’s 
own expense and risk. When the goods are delivered, risk passes to buyer. 
(Website of International Chamber of Commerce 2016) 
 
 CIP (carriage and insurance paid to) 
Same as CPT but seller insures the goods on a minimum cover in favor for 
the buyer. (Website of insurance company If 2016) 
 
 DAT (delivered at terminal) 
Buyer names a terminal or warehouse where goods needs to be delivered. 
Seller pays the discharging costs from carriage to terminal. The risk transfers 
when goods are in the terminal at buyer’s disposal. (Website of International 
Chamber of Commerce 2016) 
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 DAP (delivered at place) 
Seller delivers the goods to a named place but it is buyer’s responsibility to 
unload the goods. (Website of International Chamber of Commerce 2016) 
 
 DDP (delivered duty paid) 
Seller delivers the goods to a named place and at disposal of buyer. Buyer un-
loads the goods. Seller carries out all customs formalities, customs clearance 
and pays related duties. 
(Website of International Chamber of Commerce 2016) 
 
Rules applicable only to sea and inland water transport: 
 
 FAS (free alongside ship) 
Buyer nominates a vessel in designated port. Seller delivers the goods to be at 
buyer’s disposal, on quay, alongside the nominated vessel. All risk and costs 
are on buyer’s account after goods are alongside. 
(Website of International Chamber of Commerce 2016) 
 
 FOB (free on board) 
Same as FAS but seller’s responsibility is to load the goods on board the ves-
sel. (Website of International Chamber of Commerce 2016) 
 
 CFR (cost and freight) 
Seller delivers the goods to port and arranges the loading on board. Seller al-
so pays for the sea transport costs from loading port to destination port but 
risk of loss or damage is passed to buyer when goods are loaded on board. 
(Website of International Chamber of Commerce 2016) 
 
 CIF (cost, insurance and freight) 
Same as CFR but seller also insures the cargo in favor of the buyer until des-
tination port. (Website of insurance company If 2016) 
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To avoid misunderstandings, it is good practice to include the place of delivery into 
the term inserted in cargo documents, for example FOB Helsinki. (Website of Su-
omen Kuljetusopas 2016) 
 
Incoterms generated as a compromise and therefore in theory the best possible term 
may be impossible to apply in the real world case sometimes. Differences in interpre-
tation occur especially when there is a need to share unclear costs generated by 
transportation or forwarding. In international trade emphasis is turning all the time 
more to terms where seller’s responsibilities increase. 
(Website of Suomen Kuljetusopas 2016) 
3.5 Common documents in international trade 
3.5.1 Commercial invoice 
Commercial invoice is needed for customs clearance of goods. Customs requires an 
invoice to be able to determine the taxes and duties payable. (Website of Finnish 
Customs 2016) 
 
Invoice needs to include information useful for buyer, customs authorities, forward-
er, transporter and possibly seller’s agent. Information needs to appear on invoice as 
accurately as possible, since many other transport document is based on the invoice. 
(Werdermann & Koskinen 2010, 208) 
 
Invoice should include: 
-sellers and buyers name and address 
-date and number of invoice, order number and origin country of goods 
-details of the goods (amount of collies, type and weight) 
-TARIC (commodity) code of goods, total amount and price 
-currency and payment terms 
-possible price reductions or discounts and on what they are based 
-delivery terms 
(Website of Finnish Customs 2016) 
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3.5.2 Charter party (C/P) 
A charter party is a contract between shipper of goods and ship owner and is usually 
arranged by a shipbroker. C/P sets terms of the deal and freight rate, meaning the 
price the shipper pays to the ship owner. Rate could be based on fixed sum per 
shipped ton on shipper pays to ship owner a rental fee on daily basis. Charterer 
means the shipper who has chartered the vessel from the ship owner. (Website of 
BIMCO 2016) 
 
One type of chartering is a one voyage charter. Ship owner agrees to transport a spe-
cific cargo from loading port to discharging port within agreed price per ton. In the 
C/P of this type usually the lay-can date is set. That means the time between when 
the ship arrives to loading port and is discharged at the destination port. (Website of 
BIMCO 2016) 
 
Second type of chartering is time chartering. C/P is made with a daily or monthly 
rate. Charterer instructs the ship owner to operate the ship and during the agreement, 
all running costs, fuel and insurances are paid by the charterer. (Website of BIMCO 
2016) 
 
Third and more long term agreement is known as bareboat chartering. Ship owner 
agrees to hand over the operation of the ship to the charterer. During this period char-
terer operates the ship like he owns it. Charterer covers all generated expenses: re-
pairs and running costs, fuel, crewing and insurance. (Website of BIMCO 2016) 
 
Fourth type is contract of affreightment. This is used mainly when charterer need to 
move big amounts of cargo involving many voyages. An example of this kind of 
agreement is when charterer needs to ship 120 000 tons of cargo per month from 
South America to Europe. Ship owner is free to arrange their ships in any way of lik-
ing as long as contract is fulfilled. (Website of BIMCO 2016) 
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3.5.3 Bill of Lading (B/L) 
Bill of Lading (appendices 5-6) has been mentioned first time already in 1667 mari-
time law. There was a need for a paper that symbolizes the transported goods. 
(Werdermann & Koskinen 2010, 216) If, for example, the cargo was sold forward 
during the sea passage, the buyer bought the Bill of Lading and was entitled to claim 
the goods at destination port. (Melin 2011, 203) 
 
Bill of Lading is vessel’s receipt of loaded cargo. Weight of the cargo is precisely 
noted as well as the condition. B/L is usually signed by the carrier (shipping compa-
ny), captain of the ship or ship’s agent under authorization of captain. B/L represents 
the goods, by selling the B/L, the cargo is sold also. At discharging port, ship releas-
es the cargo only to someone who presents the original B/L. (Melin 2011, 203) 
 
In short, B/L is: 
 Proof of transport contract 
 Receipt that carrier has received the cargo and it is loaded in the ship 
 Commitment to deliver the cargo to destination 
 Commitment to release the cargo in destination only against the original B/L 
(Werdermann & Koskinen 2010, 216) 
3.5.4 CMR 
CMR (appendix 7) is used when goods are transported via road. It is valid as a deliv-
ery contract between sender and carrier. Sender is responsible for information en-
tered into the document, though it is common practice that transport companies make 
the CMR on behalf of sender, based on information acquired from the sender. At 
least three copies must exist: one for sender, second for carrier and third for consign-
ee. (Werdermann & Koskinen 2010, 230) 
 
CMR needs to be signed by the sender, carrier and receiver of the goods. With signa-
ture carrier confirms that he has received the goods for transport and receiver signa-
ture confirms that he has received the goods. The driver’s responsibility is to visually 
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check the goods when receiving the goods to be transported, and make a remark in 
the document if necessary. (Melin 2011, 211 
3.5.5 Cargo manifest and AREX 
All cargo on board of a vessel is listed on cargo manifest. Cargo manifest should in-
clude port of loading, port of discharge and details of cargo, such as quantity, type, 
numbers, weight, sender and consignee and the customs status of the cargo. 
(Website of Logistics Glossary 2016) 
 
Finnish customs has service named AREX. It is used to submit declarations for third 
country goods and Community goods arriving or exiting Finland. To be allowed to 
make all possible declarations, user needs to be Custom’s identified user. AREX dec-
laration is not a customs declaration of goods. (Website of Finnish Customs 2016) 
 
Via AREX following declarations are submitted: 
 entry summary declarations 
 summary declarations for temporary storage of goods 
 arrival notifications 
 arrival notifications for presentation 
 diversion requests 
 exit summary declarations 
 exit manifest presentations 
 exit notifications 
 arrival notifications for temporary storage 
 unloading reports of temporary storage 
 
(Website of Finnish Customs 2016) 
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4 RESEARCH IMPLEMENTATION 
4.1 Research methodology and environment 
Qualitative research’s fundamental idea is that it describes or measures real life and 
subject is researched in a general and comprehensive way. In traditional sense, quali-
tative research cannot reach objectiveness because the researcher and the information 
is linked together. The result is conditioned explanations limited in time and place. It 
is generally accepted that qualitative research tries to find or reveal facts rather than 
trying to prove existing factual statements. (Hirsjärvi, Remes & Sajavaara 2009, 161) 
 
Typical characteristics to qualitative research is that the material is comprehensively 
gathered from natural and real environment. The primary information gatherer is 
human, where the researcher trusts more in his/her own perception in information 
gathering rather than measurement methods. Methods are favored, in which the 
viewpoints and experiences are revealed., for example themed interviews, group in-
terviews, analyzing documents and texts. Subject group is picked appropriately in-
stead of randomly. (Hirsjärvi, Remes & Sajavaara 2009, 164) 
 
This research is qualitative, it is based on my experiences working in the import for-
warding department of company X. Company is the port operator in a major Finnish 
commercial port, offering services in stevedoring, forwarding, ship’s agency and 
warehousing. In 2015 total amount of handled goods by the company was export 
3,65 million tons, import 1,5 million tons and 262567 TEU containers. Amount of 
operated vessels in 2015 was 1139. 
 
The company has its own fully custom made computer program. This single program 
includes everything needed to operate the port and all related functions. When the 
text refers to “program”, it is the above described program. 
 
The thesis does not present forwarder’s actions necessarily in chronological order but 
instead categorized in different groups. Since the import forwarder’s work in port 
operator company involves also actions concerning arriving vessels, usually one for-
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warder has multiple vessels to work on at the same time but to simplify the process 
only one vessel is used as an example. 
5 FORWARDER’S WORK 
5.1 Background for different types of vessel calls 
In practice vessel calls can be separated in two groups: vessels with fixed rotation 
and schedule and vessels chartered to deliver specific cargo from port to port. There 
are differences between these two types even though the general process is the same 
for both. 
 
Forwarder needs information and cargo documents before vessel’s arrival in order to 
be able to perform necessary actions and pass the information or orders to stakehold-
ers. Source of this information and documents differs case by case, so arriving ves-
sels are separated to liner vessels with fixed rotation and schedule and chartered ves-
sels. 
5.1.1 Liner vessels in fixed rotation and schedule 
These vessels are most often either RO-RO or container vessels. They have fixed 
route of port calls and schedule. For example, the routing could be Hull-Zeebrugge-
Bilbao-Kotka-Rauma and rotation time one week. This means that this liner vessel 
calls Rauma once a week, arrives from Kotka and departs to Hull. 
 
Cargo manifests are received from the shipping company. Method of getting the 
manifest differs due to different practices for every shipping company. Forwarder 
either gets them via e-mail or logs into the internal system of the shipping company 
to get the manifest. Manifest can be preliminary or final. Manifest is preliminary 
when all the cargo is not yet loaded into the vessel and vessel has not yet departed 
from loading port. Manifest is final when vessel has departed and shipping company 
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confirms that all cargo on board corresponds to the manifest. Shipping company 
makes the AREX declaration if necessary. 
5.1.2 Chartered vessels 
Chartered vessels do not have fixed routes or schedules. These vessels are most often 
general cargo LO-LO ships. Sources of necessary cargo docs and information is 
more variable than in case of fixed liners. Forwarder has to rely much more on the 
shipbroker, shipping company and shipper to get necessary information, manifest 
and documents. 
 
Chartered vessels usually bring large quantities of a specific cargo, meaning that the 
cargo needs to be warehoused in the port. It is forwarder’s responsibility to keep 
track of the warehousing. This type vessel calls also require forwarder to make 
AREX declaration. 
5.2 Actions prior to vessel’s arrival and discharging 
In order for ‘operator’ (production department, who is responsible for the actual ste-
vedoring work) to be able to discharge import cargo from the ship, the cargo needs to 
be entered into the program. To start the process, the forwarder needs to know about 
the arriving ship. The information can be obtained from shipping line schedule if the 
vessel is a liner in fixed rotation. The schedule is available either from shipping 
company website via internet, shipping company may send it via e-mail or the ship 
agency delivers it. In practice liners with fixed schedule are routine since they visit 
the port regularly with little variation in schedule. 
 
With chartered vessels the information about arriving ship is usually received from 
ship agents. In some cases, the shipper acts also as charterer, receiver and/or ware-
house customer. In those cases, the customer itself may inform forwarder about the 
forthcoming ship. If the forwarder hears about the planned vessel from customer, 
he/she should contact ship agents and operator to share and get necessary infor-
mation regarding the vessel call. It is good to know the discharging schedule of the 
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vessel, since the information will be valuable later on when forwarder is in contact 
with customers. 
 
When the forwarder is aware of the arriving vessel, he/she needs to also know what 
cargo the vessel is bringing. This information can be found from the cargo manifest. 
For fixed rotation vessels, the cargo manifest is obtained either by logging into the 
shipping company service via internet and downloading the manifest from there or it 
can be sent via e-mail by the shipping company. Unlike vessel schedules, the cargo 
manifest is not a public document and is available to only to corresponding parties 
that need it. For chartered vessels, the manifest is usually received from the compa-
ny’s ship agency department and occasionally also from ship agents at loading port. 
The manifest needs to be sent also to the Finnish customs. 
 
In order to successfully discharge import cargo from the ship, all cargo must be in-
serted into the program. This is done using the manifest. When forwarder has ob-
tained the cargo manifest of arriving ship, all cargo details are inserted manually into 
the program. Every vessel call has its own unique voyage number in the program and 
naturally the correct one should be used when starting to enter the cargo details into 
the program. Information to be inserted is: 
 
General information: 
 
-sender, owner and receiver of the goods 
-principal (to where the invoice is sent) 
-country of origin (country where the goods were originally produced) 
-country from where the goods are sent to destination port 
-customs code of place of arrival 
-B/L number (if available) 
-transport company (who will pick up the goods for transport) 
-delivery term (if available) 
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Cargo specific information: 
 
-identification ID of the possible transport unit (container number, trailer number, 
rolltrailer number) 
-in port area, location where the cargo or transport unit needs to be positioned after 
discharging from vessel (a short code of numbers and/or letters is used) 
-description of goods, amount and type packaging and weight 
-possible additional remarks of reference numbers 
-customs declaration details if the cargo needs customs clearance 
 
After the necessary info is entered, forwarder sends arrival notification to the receiv-
er. This is done directly from the program to either e-mail address or fax number. 
Most often e-mail is used. 
 
In case there are several units of cargo on same B/L, then the general information is 
needed to enter only once and in cargo specific information enter the cargo details 
separately (for example, 20 containers of same product to one receiver). In this case 
receiver get arrival notice where all 20 containers are included in the same notice, 
instead of getting 20 notices with one container each. 
 
This phase is extremely important in two ways: firstly, since in most cases the cargo 
needs to be entered into the program before vessel can be discharged, especially if 
there is big amount of cargo units to be discharged (for example 500 containers). In 
general, there are cargo specific practices within the company determining where 
different cargoes and transport units are positioned after discharging from vessel. 
Forwarder needs to be aware of these practices. Secondly, later on the invoicing pro-
cess relies completely to the information entered into the program at this point. 
5.3 Price quotations, customers and long term contracts 
Forwarder gets contacts from customers when the customer needs to transport cargo. 
The customer can be old, already familiar to forwarder or a new one. For quotation 
forwarder needs to know all cargo details: type, weight, amount, measurements, spe-
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cial requirements or limitations in handling and where the cargo is to be delivered 
and if some additional services are needed. If necessary, forwarder makes his/her 
own price quotation to a subcontractor, for example transport company. After possi-
ble subcontractor rates are clear, forwarder calculates the price offered to the cus-
tomer. If there are special requirements in cargo handling, for example exceptionally 
heavy lifting or additional handling in port, the price enquiry is forwarded to market-
ing department who quotes the price to customer. Customer either agrees to the offer, 
bargains or declines the offer. 
 
This could also work another way, where the customer contacts directly company’s 
marketing department instead of the forwarder. If marketing department is able to get 
the contract, then forwarder receives notification from marketing. Either way, for-
warder needs to know the name and arrival date of the vessel bringing the cargo, the 
agreed price of the contract and instructions received from the customer. 
 
Contracts can be also long term instead of just one time contracts. For example, for-
warding company in Belgium ships their customer’s containers regularly every week 
from Antwerp to Finland. They have made annual deal with the company to handle 
freight forwarding of those containers.  The principal forwarder in Belgium send ar-
rival notices to forwarder in Finland. Local forwarder knows already which contain-
ers are to expect and can start making the necessary arrangements well before the 
date of vessel’s and containers arrival to discharging port. This also makes forward-
er’s work a little easier with the customer because the relationship between the com-
panies could have lasted for decades and both parties know the working ways of each 
other and trust exists in a deeper level. 
5.4 Customs clearance 
If the cargo arrives outside European Union, a customs clearance is required before 
the goods can used or re-sold within European Union. For Customs declaration, for-
warder needs the commercial final or proforma invoice. This is obtained from cus-
tomer, usually seller or buyer of the goods. 
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Forwarder makes the customs declaration directly with the program via EDI message 
to Finnish Customs. In many cases the invoice contains already all necessary infor-
mation needed to make the declaration, but if not, then forwarder contacts the cus-
tomer for additional info. TARIC commodity code needs to be checked if it holds 
specific restrictions or requirements for additional import permits or documents. Cus-
toms invoices the company for duties and taxes generated by the declaration, which 
forwarder later invoices from the customer. 
 
Declaration can be also done with proforma invoice. In this case forwarder needs to 
present Customs the final invoice usually within one month after the declaration un-
less Customs have specifically granted more time to present final invoice. 
5.5 Communicating with stakeholders 
Forwarder’s job requires organizing and arranging different actions simultaneously. 
This leads to the need to be in contact very much with different stakeholders and par-
ties. In this case the amount of internal stakeholders is big because the company pro-
vides wide variety of services also other than forwarding. 
 
External stakeholders: 
 
The customer and principal of forwarder. Naturally the communication with the cus-
tomer should be as open as possible in both ways. Initially the customer informs nec-
essary details of the cargo in order for forwarder to make the appropriate choices 
while arranging a transport. Forwarder is in contact with the customer when changes 
happen, for example when receiver wants to change the delivery date of goods. 
Communication is especially important and should be without delay when unex-
pected issues occur and/or extra costs are generated. In case of unexpected extra 
costs, forwarder needs to find out a payer for those costs before proceeding further. 
Finding payer for extra costs if they are reported afterwards is always hard. 
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Forwarder communicates also with the customer’s customer. In this case this means 
manufacturer of product (raw material), who has sold it with DDP term to buyer. 
Seller uses foreign forwarder to arrange the delivery from the factory to buyer’s fac-
tory in Finland. Seller’s forwarder uses company X as local forwarder to arrange 
warehousing and deliveries from discharging port to the buyer’s factory. Forwarder 
receives instructions to deliver directly from the seller itself. 
 
Forwarder is in contact with receivers of the cargo. Normal procedure is to send the 
automated arrival notice to receiver’s e-mail from the program after the information 
is inserted from the cargo manifest. Forwarder then either calls or sends e-mail to the 
receiver to inquire preferred delivery date for the goods and also other possible re-
quests of the receiver. Often also the receiver contacts the forwarder first, if the re-
ceiver is already familiar to the forwarder. Usually they inquire if the forwarder has 
knowledge about cargo that should arrive to the discharging port in the future, what 
is the vessels ETA and discharging prospects so they can plan their own production 
based on these estimates. 
 
Shipping companies are in contact if changes are made to the final manifest. They 
know that the manifest is important tool for forwarder and changes need to be report-
ed. Forwarder contacts the shipping company if the manifest lacks needed infor-
mation, can be interpreted in more ways than one, needs additional information about 
the cargo or releasing cargo to receiver. Shipping companies handle empty contain-
ers by themselves via company’s container depot. If owner of the container is other 
than the shipping company (also known as shippers own container), forwarder makes 
the booking to the shipping company, to ship the container back, usually empty. For 
example, tank- and bulk containers are often owned by this kind of logistics compa-
nies. 
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Internal stakeholders: 
 
In most cases the forwarder is the company’s contact person to outside customers, 
being a buffer between the customer and other functions within the company. Cus-
tomer orders services via the forwarder. These kind of services include discharging 
cargo from container or rolltrailer and loading it onto truck, connecting containers to 
electricity (reefers and heated tank containers) and moving containers to warm ware-
house in the wintertime. Information from other departments within the company is 
passed on to the customer via the forwarder. 
 
For every container delivery, forwarder makes the CMR. It is then sent to company’s 
traffic control office located at the port gate building. When the forwarder has made 
a delivery order to transport company, the truck driver arrives to traffic control where 
he gets the CMR and is directed to container yard. Traffic control contacts the for-
warder when there are confusion regarding CMR or other cargo documents or driver 
tries to claim cargo with inadequate information or paperwork. 
 
Container terminal reports to forwarder when damage to container has been noted or 
caused. Sometimes the container is damaged already prior to discharging from vessel 
or the damage can be caused in port when handling the container (discharging from 
vessel, lifting onto truck). If needed, forwarder gets pictures of the container and also 
of the cargo if customer gives permission to open the sealed container. If the contain-
er is not owned by a shipping company and needs repairs, the forwarder also arrang-
es the repair. This is done by instructing container terminal to deliver the broken con-
tainer at the disposal of a third party workshop located inside port area. 
 
After vessel’s arrival, when discharging has commenced, occasionally forwarder is 
in contact with stevedoring foreman assigned to the vessel. Sometimes truck can be 
already in the port waiting for the container that is not yet discharged from vessel but 
needs to be delivered urgently to receiver. From foreman forwarder can get estimated 
time, for example when a specific container is discharged from the ship. 
 
If goods need to be discharged from container before delivery to receiver, forwarder 
handles this by instructing container terminal to deliver the container to distribution 
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terminal. Correspondingly forwarder informs distribution terminal about the arriving 
container and instructions regarding the unloading. In this case after ordering deliv-
ery, forwarder sends the CMR to distribution terminal. 
 
In normal situation forwarder gets information about arriving chartered vessel from 
ship agency department. With ship agents is also discussed about the arrival and dis-
charging prospects of the vessel. In most cases necessary documents such as cargo 
manifest and Bill(s) of Lading are received from the agents. 
 
Invoicing is divided between the forwarder and actual invoicing department. Invoic-
ing department invoices for example shipping companies of stevedoring work need-
ed to operate the vessel. Normally forwarder makes the process straightforward via 
the program but occasionally invoicing needs additional or case specific information. 
Forwarder invoices many of the non-stevedoring related actions. Such are for exam-
ple, empty container lift at the container yard if container owner is not shipping com-
pany, warehousing for warehouse customers, forwarding assignments in cases when 
the cargo has arrived to some other port and Customs declarations. 
5.6 Arranging deliveries 
Delivery arrangements are already briefly described in general earlier in part com-
municating with external stakeholders and receiver. Forwarder starts to arrange the 
delivery after assignment by the customer. Deliveries vary between a simple and 
straightforward container delivery to more complex special or project cargo deliver-
ies. It should be noted that in this thesis container deliveries are with DAP or DDP 
term where the seller of goods is also responsible for delivery of the goods. The buy-
er pays the seller to provide the goods to buyer’s premises. 
 
With container deliveries receiver requests a delivery date when the goods are to be 
delivered. Forwarder then makes a transport order accordingly to the transport com-
pany, prepares the CMR and sends it to the traffic control. It is also a good practice 
to inform customer also about the agreed delivery date. One container could also 
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hold cargo for two or more receivers. In that case the delivery schedule of one con-
tainer is agreed with all receivers before making the transport order. 
Receivers can also have limitations for discharging the cargo. If, for example, receiv-
er informs that they do not have a discharging/loading dock for trucks, instead they 
are only able to discharge trucks from a ground with a forklift. Forwarder makes a 
transport order for conventional truck with possibility to discharge from the side with 
a forklift. 
5.7 Warehousing 
Some customers need warehousing services when they ship large quantities of goods 
into the port and the goods are distributed to customer’s customers in smaller batch-
es. These goods usually arrive with containers, which are discharged at the distribu-
tion terminal and warehoused there. Forwarder uses the program to keep track of the 
warehouse balance, what has been delivered, to who and what is left in the stock. For 
the distribution deliveries, forwarder makes the transport order to transport company, 
prepares the CMR and send it to distribution terminal. At the end of the month for-
warder invoices warehouse use from the customer including container discharging 
and truck loading. 
 
Other type of warehouse customer is a customer who charters a ship with large quan-
tity of cargo, for example pulp. With these vessels the process is mainly the same but 
the forwarder needs to be aware of the vessel’s arrival and discharging prospects, 
since there is a possibility that the cargo is needed urgently at the receiving factory, 
meaning that first truckloads could be loaded almost immediately from vessel to 
truck. 
5.8 Cargo damages, claims 
Cargo loss or damage causes much unnecessary work to forwarder, even if the dam-
age occur before the goods are under forwarder’s responsibility. Naturally forward-
er’s first action is to inform the customer. In DAP and DDP delivery terms the re-
ceiver of goods is not the customer. Customer is the seller/sender of cargo or the 
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forwarding company seller has contracted. After contact with the customer, forward-
er informs receiver. This of course depends if this is agreed with the customer, some-
times customer informs the receiver himself. 
 
If the damage has occurred before forwarder’s responsibility, for example while car-
go was unloaded from the vessel, the responsible party is stevedoring operator, the 
forwarder still needs to make arrangements. These actions can be, for example, ar-
ranging return or re-delivery of damaged cargo, possibly separating the damaged 
goods from undamaged and delivering them to different receivers. It is also possible 
that damaged cargoes of specific nature are required to be disposed of properly, for 
example dangerous goods cannot just be dumped into trash yard. Often forwarder 
arranges the disposal. 
 
Depending on the extent of loss or damage, forwarder contacts the insurance compa-
ny. Normally insurance company assigns a cargo surveyor to investigate the case and 
make a statement. Insurance company then uses the statement in decision making. If 
the forwarder has not contacted insurance company, it is still common practice that 
forwarder assigns a cargo surveyor and a joint survey is held together with all con-
cerning parties. 
 
If the loss or damage occurs by the actions of forwarder’s subcontractor, the for-
warder is still responsible to the customer. The case is handled with the customer and 
forwarder makes own claim to the subcontractor. On rare occasions there can be con-
flicts between forwarder’s customers. For example, forwarder can represent both, the 
shipper and shipping company when cargo is noticed to be damaged prior discharg-
ing from the vessel. In these cases, forwarder needs to be extremely careful concern-
ing the chain of reporting, for example. 
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5.9 Example case, organizing a delivery 
Forwarder received a price quotation from a customer. Customer was planning to 
ship a single piece of 98-ton project cargo to Finland. Quotation included discharging 
from ship, loading onto truck and transport to receiver approximately 500 kilometers 
inland from the discharging port. Cargo was sold to buyer with DDP term so it was 
receiver’s responsibility to discharge cargo from the truck at the destination. Cargo 
was arriving from within EU so Customs declaration was not necessary. Cargo was 
to arrive loaded on weather deck of a RO-RO vessel, and it was clear from the be-
ginning that lifting has to be done with operator’s mobile crane and crane’s maxi-
mum lift capacity is 100 tons. After discussion with the operative department, it was 
decided that for safety reasons two mobile cranes are to be used simultaneously. 
Forwarder contacted customer to ask details of the cargo’s lifting points to determine 
possibility to use two cranes. Turned out that lifting with two cranes is possible. Us-
ing two cranes naturally adds costs but the customer agreed on the safety reason. 
Case was then forwarded to marketing department with necessary details. Marketing 
department made own quotations to transport companies and chose the transporter 
and made an offer to customer who accepted it. 
 
With truck, special trailer and cargo, the total weight of the unit can be approx. 130 
tons and naturally this requires special permits to drive it on the public roads, but all 
this was handled by the transport company. Customer sent receiver’s contact infor-
mation to forwarder in order to plan the delivery and gave information also on ves-
sel’s ETD and ETA times. Forwarder contacted transporter to find information about 
how long the cargo securing takes after the cargo has been loaded onto truck and the 
needed time for the actual transport. Cargo should be at the destination approximate-
ly at 08:00 the day after vessel arrives and truck is loaded. With the information for-
warder called the receiver and the schedule was acceptable to the receiver. Receiver 
is responsible to arrange the discharging of the truck so he needed to order cranes for 
discharging. After this, forwarder called the operative department and informed them 
what has been planned. To save time and resources, it was decided that the cargo has 
to be discharged directly from vessel to truck. Arrival time of truck was already 
known. Plan was to start weather deck discharging immediately after vessel arrival 
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and the project cargo was to be lifted first. Operator reserved two mobile cranes to be 
alongside the vessel on arrival. 
 
After acquiring the cargo manifest, forwarder entered the cargo information into the 
program as usual, created and sent the CMR to the transporter. The vessel was on 
schedule and truck arrived at the same time with the vessel. Cargo was discharged 
directly from vessel to truck and successfully discharged at destination the next 
morning. 
6 EVALUATION AND CONCLUSION 
 
The purpose of this thesis was to create a work description to forwarder’s work in 
company X. Main topic was to introduce in general level what a forwarder’s work is 
about without focusing on single functions on micro level, and the thesis succeeded 
in the purpose. Forwarder’s work was successfully supported by the topics chosen in 
the theory part and theory meets well with the research. Due to the very challenging 
timeframe for making the thesis, the research method was qualitative, based on my 
own experiences doing the work and interviews with other company X employees 
was chosen to be left out. 
 
This thesis could provide useful for people studying logistics, materials management 
and supply chain themes or people who are interested to start working as a forwarder. 
Thesis usefulness includes also those who already work in the field, such as logistics 
coordinators in manufacturing companies, purchasers and staff of transport compa-
nies. In company X, thesis could be used as general basis in summer or temporary 
worker trainee orientation. Especially the theory part could provide useful for this 
group. 
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Thesis could generate new research that goes deeper into the areas introduced in this 
thesis, such as sea transport and road transport processes, Customs declaration pro-
cesses, processes within the company or communication and relationships with cus-
tomers. 
 
Due to the very tight schedule, the thesis was made fast from start to finish without 
further planning. Considering the circumstances, I am satisfied with the outcome and 
looking in retrospect, cannot think of doing anything differently if I had to do this 
again. 
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APPENDIX 1 
 
General Conditions of the Nordic Association of Freight Forwarders, page 1 
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General Conditions of the Nordic Association of Freight Forwarders, page 2 
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General Conditions of the Nordic Association of Freight Forwarders, page 3 
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APPENDIX 4 
 
General Conditions of the Nordic Association of Freight Forwarders, page 4 
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Bill of Lading front page 
 
 
 
 
 
38 
 
 
APPENDIX 6 
 
Bill of Lading back page with conditions of carriage 
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